BUILDING DEVELOPMENT COMMISSION
Minutes of Jaruary-June 1815, 2019 Meeting

Chair, Aaron Moody, opened the Building Development Commission (BDC) meeting at 2:59 p3:03-p-m.m. on
Tuesday, January-June 18, 5% 2019.

Present: Aaron Moody, Fravis-Vince Busby,Hasten; Melanie-Coyne-AndrewKennedy-Michael Stephenson,
TFom-BrasseRodney-KiserBrandon-Brown; and-Elizabeth Frere, Terry Knotts, Glenn Berry, Rodney

Kiser, Brandon Brown, John Taylor, Andrew Kennedy, and Zeke Acosta

Absent:  Melanie Coyne, Paul Stefano, and Tom BrasseRaul-Stefane,TerryKnotts-GlennBerryJohnTaylorand
Zeke-Acosta

1. MINUTES APPROVED
Terry Knotts made the motion to approve the minutes from the May 21, 2019 BDC Meeting, seconded by John Taylor.
The minutes were approved unanimously.

2. BDC MEMBERS’ ISSUES AND INDUSTRY ASSOCIATION ISSUES
No member or association issues.

3. PUBLIC ATTENDEE ISSUES
No public attendee issues.

4. CSSRESULTS
Patrick Granson introduced Ed Gagnon of Customer Service Solutions, Inc. Mr. Gagnon described the 2019 Code
Enforcement Customer Satisfaction Survey. Mr. Gagnon passed out the 2019 survey to board members, sharing
that the survey follows eight similar surveys conducted bi-annually since 2002. Survey overview results on
all three surveys, satisfaction ratings were up almost universally from 2017 levels. Three Groups include:
Oversight up from 6.25 to 7.25, Professionals up from 6.22 to 7.03, Inspections up from 6.59 to 7.55.
Overall Commercial focused respondents had higher overall ratings higher ratings than Residential focused
respondents. Responses received were 889 responses a 13.1 response rate. Results from all three groups
showed positive trends comparing 2017 to 2019 as data went up across the board. Summary of significant
findings 24 of 46 attributes evaluated for satisfaction had ratings above 4.0. The top three areas were web
related — Ease of accessing other documents on the internet — Timeliness of permit request and review
process — Ease of accessing inspection information via internet. In the Professional’s survey what rose to
top were professionalism of staff in permitting, courtesy of staff in permitting, and ease with which | can
check on the status of my permit. The areas of concern were; ability to quickly reach the right person to
address the reason for my call, timeliness of permit request and review process, and employees giving clear
explanations of required changes from code deficiencies. The Correlation analysis attributes with the
greatest effect on overall satisfaction were, | receive good value for the dollar of Code Enforcement and
Permitting services the County provides, I am satisfied with the County’s permitting processes and | am
satisfied with RTAC Electronic Plan Review. On the Inspection side the top three attributes of satisfaction
were ease with which | can check on inspection results, ease with which | can schedule inspections, and ease
with which | can make payments. Top 3 areas of concern were, ability to guickly reach the right person to
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address the reason for call, timeliness of inspections, and employees listen/understand my points before
making th3eir de3cision. Attributes with the greatest effect of overall satisfaction were, | receive good value
for the dollar in Code Enforcement and Permitting services which the County provides

Recommendations make based on the customer’s voice; recognize staff for positives and great work, Best
Practice reviews perceived as positive, effective onboarding of newer customers, emphasize seamlessness,
seek technology improvements, improve responsiveness and access to employees.

T. Knotts: You say 2019 survey is better than 2017 survey. How about previous surveys? EG: 2014 had
lower ratings, 2010 through 2012 were median, and 2019 is the highest in most cases.

A. Moody: Why was 2014 a lower year? PGG: Our statistics were reflective of the hard work we were
doing, and | attribute that to staff. As far as reaching the right person, we have been working hard on this.
We have worked in many areas to address this. Went to one line in 2008 and have branched out to several
lines and now we are back to one number. Main issue is those wanting to talk to the main person doing their
inspection.

J. Taylor: Did you look at and compare other jurisdictions to us? PGG: We did and looked at individual
cases.

B. Brown: Did you find anything surprising in this report? PGG: We found the report excellent with a lot of
good scores. We have to work on the novice customers coming from out of state and must find a better way
to engage these customers.

J. Taylor: What about residential versus commercial? PGG: It is similar. Commercial is high volume with
guick delivery and we are down 15 people. We are determining what is the model that works best for this
and are currently working on these priorities for service delivery. Resources are the main focus.

. TECHNOLOGY UPDATE / ACCELA DISCUSSION OF JUNE 13™

Patrick Granson discussed the Accela Discussion Meeting held on June 13™ saying that it went very well.
He then walked the Board through the cost analysis. IT provided additional substance and background as to
where the RFBA began and the statement of work. Patrick then asked if Chairman Aaron Moody had
anything he would like to add from his perspective of this meeting. Aaron read an email sent to him by
board member Tom Brasse saying that the BDC felt like Code Enforcement knew the contract was going to
increase, which lead to the frustration that was identified, which is why folks walked away from the June 13™
discussion feeling much better about the overall contract and fees. Aaron went on to say that the Board
wants to continue with Accela and the Gartner report recommendation. Patrick Granson shared with the
Board that he had contacted vendor and asked them to lower the annual fee, as 7% was unacceptable. Patrick
went on to say that he is awaiting vendor’s response, providing a better rate.

J. Taylor: Did you ask the audit question? PGG: Yes, an audit to that extent was so out of the box, the cost
will be astronomical.

A. Moody: All BDC members walked away understanding what the original RFBA entailed and what the
2" phase RFBA entailed.

J. Taylor: What about proprietary? A. Moody: It is entirely inhouse. We are keeping all our designs.

Aaron Moody asked the board for a vote in today’s meeting and shared by doing so, we would receive a
$50k credit for accepting the contract before month end. Patrick Granson shared that 5 years down road
Mecklenburg will be working with towns and they want to see them using the same process. We are
currently building a machine to do this.

A. Moody: Did the approved budget include the 7%? PGG: No, not the FY20 budget.
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E. Frere: | do not believe we should accept any more than 5%. PGG: We need to go back to we want and
that’s 3%.

Aaron asked BDC members if they wanted a conference call on the final numbers?

J. Taylor: What is the justification? TS: It is the annual maintenance providing more storage space, new
revisions year to year, and cost increase year to year. Other vendors have other maintenance costs.

Aaron Moody, John Taylor and Patrick Granson all agreed this is contingent on the number they come back
with as their maintenance cost percentage.

$1.8MM is needed to bring Permitting and Inspections processes to the next level
$1.6MM is needed for the gap analysis and for EPM/EPR

Aaron Moody, BDC Chairman, made the motion to approve the RFBA for $1.6MM to cover the gap analysis
and for EPM/EPR. Glenn Berry seconded the motion. The motion passed unanimously.

. HOMEOWNER INTERNET PERMIT PROCESS (HIP)

Patrick shared with the board that HIP was created in 2014 for residential projects less than $30K when a
homeowner serves as the contractor, allowing the homeowner to submit a building permit application
online. Challenges arise when we issue permits to homeowners and they must reside in the home for 12
months after renovation then the contractor flips and sells it. The HIP program requires the homeowner be
the primary resident and if not; it breaks the law and the general statutes. HIP works but is being
manipulated for multiple sites and there is no way to validate. These issues are creating challenges in the
field. Some work is being done without the proper inspections. We are going to shut this program off and
not allow any new homeowners to create HIPs. Customers will now come into the office and meet with
CSC and CTAC departments. At this time, we will leave HIP active until we have taken care of our flood
customers. Last month we processed 184 HIPs; some of which were decks. We will come up with a
strateqy to retrain our customers and bring this back to you next month.

Jeff Griffin shared that the homeowner has to be present for the inspection and when homeowner is not
present, the inspector must reschedule and return when the homeowner is present.

A. Moody: Is there a way to salvage this system? PG: HIP is producing 1,000-1,200 permits annually.

A. Moody: How many are valid? JG: 30% are being approved.

A. Moody: Looks like it allows homeowners to get in over their heads. PG: HIP is used a lot by investors
and work is being done by just about anyone. We may retool or reshuffle HIP because we believe there is
a place for HIP but today we are just not sure where it belongs which is why we are shutting off the funnel
of volume.

. WEB SITE OVERHAUL

Shannon Clubb provided an overview of Code Enforcement’s web site overhaul sharing that a team of 25
subject matter experts reduced content by half. Organized content in a way that is organic for customers and
used graphics and layout to make the content more digestible. Shannon then walked through the new test site
showing the board that they kept toolboxes for customers to revisit in the future. Graphics are more modern.
Breadcrumbs are more functional. Owner dashboard more functional. Reorganized permitting inspections
plan review. Rebranding of Code Administration is now called Code Information and Appeals for each
trade. Added a calendar function for customers. New feature has a login. New design will become live July
1%t. Shannon went on to say that communications will be distributed this week informing our customer base.
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8. RIVER SIDE AND LAKE DRIVE FLOOD
Patrick shared an overview of the flooding at River Side and Lake Drive, stating that on June 10", Code
Enforcement began doing customer outreach, with staff stationed at Fire Station 33. We have been
performing field inspections and assisting the community to get their power turned back on for those
structures that are habitable. For those that had severe damage, we are providing temporary power pole
service so clean up and construction can begin. Clay Goodman, David’s team, Ted Panagiotopoulos, and
storm water demo have been out there for 9 days. Some houses are below the floodplain.

9. MAY STATISTICS
Permit Revenue

e May permit (only) rev $3,062,216 compared to April permit (only) rev $2,505,390 FY 19 budget projected
monthly permit rev; $2,277,632

e YTD permit rev = $27,604,658 is above projected rev ($25,053,952) by $2,550,706 or 10.18%

Permits Issued:

April May 3 Month Trend
Residential 5868 6894 5098/5868/6894
Commercial 3408 3675 2623/3408/36753
Other (Fire/Zone) 323 345 7998/323/345
Total 9599 10914 7998/9599/10914

® Changes (April/May); Residential up 15%; commercial up 7%:; total up 12%

Inspection Activitx: Insgections Performed

Insp. Insp.

Req. Apr May Perf. Apr May
Bldg. 8,976 10,200 Bldg. 8,693 10,138
Elec. 9,718 10,338 Elec. 8,435 8,888
Mech. 4913 5,455 Mech. 4473 4,870
Plbag. 4,472 4,933 Plbg. 3,763 4,063
Total 28,079 30,926 Total 25,364 27,959

e Changes (Apr-May); requests up 9%: inspect performed up 9% overall
e Insp performed were 90% of insp. requested

Inspection Activity: Inspections Response Time (new IRT report

Total % After 24 Total % After Average Resp. in
Hrs. Late 48 Hrs. Late Days

Insp. OnTime %
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50 apre | May | mpr | vay | Aor | may | Aor | May
Bldg 89 86.6 99 98.5 99.8 99.8 2.09 1.63
Elec. 88 86.1 99 98.3 99.9 99.8 1.12 1.56
mech. | 88 | s | oo | o8 | oo | w98 | 112 | 118
Plbg. 94 88.9 99.7 98.9 100 99.9 1.06 1.12
Toal | 80 | s63 | 002 | o84 | o0 | w08 | 142 | 145

e Per the BDC Performance Goal agreement (7/20/2010), the goal range is 85-90%:; May is currently 86.3%.

Inspection Pass Rates for May 2019:
OVERALL MONTHLY AV’G @ 83%: in April was 84%

Bldg: Apr —76.75% Elec:  Apr—83.49%
May — 75.71% May — 83.48%
Mech: Apr — 87.55% Plbg: Apr—389.39%
May — 87.43% May — 90.47%

e Overall average at 83%, above the 75-80% goal range.

OnSchedule CTAC and Booking Lead Times for May 2019
CTAC:
e 107 first reviews, compared to 108 in April
e Project approval rate (pass/fail) — 64%
e CTAC was 31.94% of OnSch (*) first review volume
*CTAC as a % of OnSch is based on the total of only scheduled and Express projects

On Schedule:

e January, 17: 217 — 1% rev’w projects; on time/early — 89% all trades, 90% on B/E/M/P only
February, 17: 237 — 1% rev’w projects; on time/early — 91.35% all trades, 92.8% on B/E/M/P only
March, 17: 279 — 1% rev’w projects: on time/early — 88.7% all trades, 90% on B/E/M/P only
April, 17: 216 — 1% rev’w projects; on time/early — 90% all trades, 93% on B/E/M/P only
May, 17: 303 — 1% rev’w projects; on time/early — 93% all trades, 96% on B/E/M/P only
June, 17: 277 — 1% rev’w projects; on time/early — 95.8% all trades, 96% on B/E/M/P only
July, 17: 260 — 1% rev’w projects; on time/early — 95.02% all trades, 97% on B/E/M/P only
August, 17: 282 — 15 rev’w projects; on time/early — 95% all trades, 96% on B/E/M/P only
September, 17: 224 — 1% rev’w projects; on time/early — 91% all trades, 96% on B/E/M/P only
October, 17: 236 — 1% rev’w projects; on time/early — 92% all trades, 95% on B/E/M/P only
November, 17: 243 — 1% rev’w projects; on time/early — 87% all trades, 95% on B/E/M/P only
December 17: 182 — 1% rev’w projects; on time/early — 62% all trades, 70% on B/E/M/P only
January 18: 210 — 1% rev’w projects; on time/early — 68% all trades, 73% on B/E/M/P only
February 18: 286 — 1% rev’w projects: on time/early — 89% all trades, 94% on B/E/M/P only
March 18: 271 — 1% rev’w projects; on time/early — 87% all trades, 93% on B/E/M/P only
April 18: 283 — 1% rev’w projects; on time/early — 90% all trades, 95% on B/E/M/P only
May 18: 252 — 1% rev’w projects; on time/early — 93% all trades, 96% on B/E/M/P only
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June 18: 262 — 1% rev’w projects; on time/early — 93% all trades, 97% on B/E/M/P only

July 18: 219 — 1% rev’w projects; on time/early — 90% all trades, 94% on B/E/M/P only
August 18: 272 — 1% rev’w projects; on time/early — 93% all trades, 97% on B/E/M/P only
September 18: 207 — 1% rev’w projects; on time/early — 87% all trades, 90% on B/E/M/P only
October 18: 212 — 1% rev’w projects; on time/early — 88% all trades, 93% on B/E/M/P only
November 18: 255 — 1% rev’w projects; on time/early — 92% all trades, 94% on B/E/M/P only
December 18: 181 — 1% rev’w projects; on time/early — 87% all trades, 92% on B/E/M/P only
January 19: 252 — 1% rev’w projects; on time/early — 90% all trades, 93% on B/E/M/P only
February 19: 278 — 1% rev’w projects; on time/early — 93% all trades, 94% on B/E/M/P only
Mar 19: 254 — 1%t rev’w projects; on time/early — 91% all trades, 92% on B/E/M/P only

Apr 19: 302 — 1% rev’w projects; on time/early — 89% all trades, 94% on B/E/M/P only

May 19: 284 — 1% rev’w projects; on time/early — 92% all trades, 94% on B/E/M/P only

Booking Lead Times
e On Schedule Projects: for reporting chart posted on line, on May 28, 2019, showed
e 1-2 hr projects; at 2-26 work days booking lead,
e 3-4 hr projects; at 2-26 work days lead,
e 5-8 hr projects; at 2-28 work days lead,
e CTAC plan review turnaround time; BEMP at 5 work days, (all others @ 1 day)
e Express Rev’'w booking lead time; 6 work days for small projects, 6 work days for large projects

Fire Marshal’s Office

Inspections Performed (new) — 96

Plan Reviews Performed - 97

Recurring Fire Inspections — 566

Public Education Programs — 27

Fire / Other Incident Investigations — 30

10. Manager/CA Added Comments

Jeff Vernon shared the rebranding of Code Consistency is now called Code Academy and Code Connections. Code
Connections will be held on July 3rd.

11. Patrick Granson made a special point to thank Melanie Sellers, Angie Traylor, Shannon Clubb, and Tejinder
Singh for all the hard work they have put into the Accela and Web Site projects.

12. Adjournment
The June 18™ meeting of the Building Development adjourned at 4:24 p.m. The next meeting of the Building

Development Commission is scheduled for July 16, 2019.
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